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(54) Skill-value queuing in a call center 

(57) Calls or other comnnunications requiring a par- 
ticular skill for handling are placed in a corresponding 
skill queue in a call center One of a plurality of different 
values is assigned to each of the communications in the 
skill queue, with each of the values corresponding to a 
particular level of priority for access to the skill. For ex- 
ample, high, mid and low values may be assigned for 
communications placed in a technical support skill 
queue. A given communication is selected from the 
queue as a function of the assigned values, time advan- 
tages associated with the values, and the wait times of 
the communications in the queue. This communication 
selection process may include, for example, identifying 
communications in the queue which are candidates for 
out-of-order selection, computing an adjusted wait time 
for each of the identified communications, and selecting 
the communication with the highest adjusted wail time. 
The adjusted wait time for a given communication may 
be computed as, for example, a sum of the wait time for 
that communicatbn and an advantage adjustment as- 
sociated with the corresponding value., The selected 
communication may be placed in a call selection con- 
sideration pool for a multi-skill agent. 
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Description 

Field of the Invention 

[0001] The invention relates generally to call centers 
or other call processing systems in which voice calls, e- 
mails, faxes, voice messages, text messages, Internet 
service requests and othertypes of communications are 
distributed among a number of service agents for han- 
dling. 

Background of the Invention 

[0002] Call centers distribute calls and other types of 
communications to available call-handling semce 
agents in accordance with various predetermined crite- 
ria. In existing systems, the criteria for handling a call 
are often programmable by the operator of the system 
via a capability known as call vectoring. Typically, when 
the system detects that an agent has become available 
to handle a call, the system identifies the call-handling 
skills of the agent, usually in some order of priority, and 
delivers to the agent the longest-waiting call that match- 
es the agent's highest-priority skill. Most conventional 
call distribution techniques generally focus on being 
"fair" to callers and agents. This fairness is reflected by 
the standard first-in, first-out call to most-idle-agent call 
assignment process. The above-noted skills-based 
queuing improves upon this basic process in that it al- 
lows each agent to be placed into a number of different 
service categories based on the skill types supported by 
that agent. 

[0003] Conventional skills-based queuing generally 
utilizes a single-dimensional skill assignment in which 
calls requiring a particular skill are selected tor service 
only after reaching the head position in a corresponding 
"skill queue." In order to process calls of varying priority, 
separate skill queues can be established for each prior- 
ity level. For example, a conventional three-tier priority 
system for calls requesting technical support may pro- 
vide three separate skill assignments, i.e., low priority 
tech support, mid priority tech support and high priority 
tech support. Each of the calls would generally be 
placed in one of three separate skills queues depending 
upon the tech support priority ot that call, and agents 
serving the calls would have to log in to agent queues 
for each of the three different skill assignments. In this 
conventional system, when an agent becomes availa- 
ble, he or she takes a call from the head position of one 
of the skills queues in accordance with a decision pro- 
tocol. Such a protocol may be designed to select, for 
example, the call which has waited the longest, the call 
expected to wait beyond a desirable service response 
threshold, or the call which has waited the longest in 
proportion to the desired service response threshold. 
These decision protocols generally consider only the 
calls at the head position in each skill queue. As a result, 
conventional systems are unable, for example, to permit 



a call that has not reached the head position to be 
served before the call currently occupying the head po- 
sition. 

[0004] Another known method for handling calls of 
5 varying prbrity uses a single queue. For example, cer- 
tain calls can be assigned a high priority, such that those 
calls will be serviced before other calls of lower priority, 
while calls of the various priorities are all queued in a 
single skill queue. However, call processing techniques 
10 of this type typically require that the high priority calls 
are always serviced ahead of the lower priority calls. Us- 
ing these techniques can therefore result in a given low- 
er priority call being kept waiting indefinitely as long as 
there is always at least one higher priority call to be serv- 
15 Iced. 

Summary of the Invention 

[0005] The invention solves these and other problems 

20 of the prior art by providing skill-value queuing which 
permits a call that has not reached the head position in 
a skill queue to be serviced before the call currently oc- 
cupying the head position in that queue. The sen^ice de- 
cision is based on a value assignment and time adjust- 

2S ment associated with the call, relative to the value as- 
signments and time adjustments of the call or calls 
ahead of it in the skill queue. The use ot skill-value queu- 
ing in accordance with the invention thus enables call 
centers to respond to the value of a call without encoding 

30 the value into a separate skill assignment, and also elim- 
inates the potential for a low value caller having an in- 
definitely long wait in a single queue implementation. 
The invention can be applied not only to voice calls, but 
also to e-mails, faxes, voice messages, text messages, 

35 Internet service requests and other types of communi- 
cations. 

[0006] In an illustrative embodiment of the invention, 
calls requiring a particular skill for handling are placed 
in a corresponding skill queue in a call center. One of a 

40 plurality of different values is assigned to each of the 
calls in the skill queue. For example, high, mid and low 
priority values may be assigned for calls placed in a 
technical support skill queue or other type of skill queue. 
A given call is selected from the queue as a function of 

45 both the assigned values and the wait times of the calls 
in the queue. This call selection process may include, 
for example, identifying calls in the queue which are can- 
didates for out-of-order selection, computing an adjust- 
ed wait time for each of the identified calls, and selecting 

50 the call with the highest adjusted wait time. Identifying 
candidates for out-of-order selection may involve iden- 
tifying the first occurrence in the queue of calls corre- 
sponding to each of the values, starting from a head po- 
sition in the queue. The call in the head position in the 

55 queue is automatically identified as one of the candi- 
dates, and calls which are not in the head position in the 
queue are identified as candidates only if their corre- 
sponding values are greater than that of calls ahead of 
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them in the queue. The adjusted wait time for a given 
call may be computed, for example, as a sum of the wait 
time for that call and an advantage adjustment associ- 
ated with the corresponding value. As another example, 
the adjusted wait time may be computed for a given call s 
as a sum of the wait time for that call, an advance time 
for the skill, and the advantage adjustment for its corre- 
sponding value. The selected call is then placed in a call 
selection consideration pool for an agent. 
[0007] The invention provides a number of advantag- io 
es over conventional techniques. For example, the in- 
vention permits the implementation of multiple service 
levels for a single skill queue rather then separate skill 
queues for each service level as in conventional sys- 
tems. As a result, the invention reduces the number of is 
skill queues that need to be maintained in a call center, 
or increases the number of service levels that can be 
provided with a given number of skill queues, while also 
providing improved call handling performance. These 
and other features and advantages of the present inven- 20 
tion will become more apparent from the accompanying 
drawings and the following detailed description. 

Brief Description of the Drawings 

25 

[0008] FIG. 1 A is a block diagram of a call center that 
incorporates an illustrative embodiment of the invention. 
[0009] FIG. 1 B is a block diagram of an automatic call 
distribution (ACD) system of the call center of FIG. 1 A. 
[0010] FIG. 2 is a flow diagram of skill-value queuing 30 
operations performed in the call center of FIG. 1 A in ac- 
cordance with the invention. 

[0011] FIGS. 3 and 4 illustrate assignment of value 
tags to queued calls and application of a time advantage 
adjustment based on assigned value tags, respectively, 3S 
in accordance with the invention. FIGS. 5A-5D illustrate 
the operation of skill-value queuing in accordance with 
the invention for a number of different examples. 

Detailed Description of the Invention 40 

[001 2] Although the invention will be illustrated below 
in conjunction with the processing of calls in an exem- 
plary call center, it is not limited to use with any particu lar 
type of call center or communication processing appli- 4S 
cation. For example, the invention is applicable to the 
processing of incoming communications, outgoing com- 
munications or both. The disclosed techniques can be 
can be used with automatic call distribution (ACD) sys- 
tems, telemarketing systems, private-branch exchange so 
(PBX) systems, computer-telephony integration (CTI)- 
based systems, as well as in combinations of these and 
other types of call centers. The term "call center" as 
used herein is thus intended to include any type of ACD 
system, telemarketing system or other communication ss 
system which processes calls or other service requests, 
including voice calls, video calls, multimedia calls, e- 
mail, faxes or voice messages as well as various com- 



binations of these and other types of communications. 
[0013] FIG. 1A shows an illustrative call center in 
which the present invention may be implemented. The 
call center includes a number of telephone lines and/or 
trunks 100 selectively interconnected with a plurality of 
agent positions 102-104 via an ACD system 101 . Each 
agent position 102-104 includes a voice-and-data ter- 
minal 105 for use by a corresponding agent 106-108 in 
handling calls. The terminals 1 05 are connected to ACD 
system 101 by a voice-and-data transmission medium 
1 09. The ACD system 101 includes a conventional basic 
call management system (BCMS) 110, and is also con- 
nected to a conventbnal call management system 
(CMS) 111. The BCMS 110 and CMS 111 gather call 
records, call center statistics and other information for 
use in managing the call center, generating call center 
reports, and perlorming other functions. 
[0014] The ACD system 101 may be implemented in 
a manner similar to, for example, the Deflnity® PBX- 
based ACD system from Lucent Technologies. FIG. 1B 
shows a simplified block diagram of one possible imple- 
mentation of ACD system 101. The system 101 as 
shown in FIG. 1 B is a stored-program -control led system 
that includes interfaces 112 to external communication 
links, a communications switching fabric 113, service 
circuits 114 (e.g., tone generators, announcement cir- 
cuits, etc.), a memory 115 for storing control programs 
and data, and a processor 116 (e.g., a microprocessor, 
a CPU. a computer, etc. or various combinations there- 
of) for executing the stored control programs to control 
the interfaces and the fabric and to provide automatic 
call distribution functionality. 

[0015] Referring again to FIG. 1A, exemplary data 
stored in the memory 115 of ACD system 101 include a 
set of call queues 120 and a set of agent queues 130. 
Each call queue 121-129 in the set of call queues 120 
corresponds to a different agent skill, as does each 
agent queue 131-139 in the set of agent queues 1 30. 
As in a conventional system, calls are prioritized, and 
either are enqueued in individual ones ofthe call queues 
1 20 in their order of priority, or are enqueued in different 
ones of a plurality of call queues that correspond to a 
skill and each one of which corresponds to a different 
priority. The present invention affects this enqueuing of 
calls in a manner to be described below. Similarly, each 
agent's skills are prioritized according to his or her level 
of expertise in that skill, and agents either are enqueued 
in individual ones of the agent queues 1 30 in their order 
of expertise level, or are enqueued in different ones of 
a plurality of agent queues that correspond to a skill and 
each one of which corresponds to a different expertise 
level in that skill. In accordance with the invention, one 
or more of the call queues 120 may be implemented as 
skill-value queues, the operation of which will be de- 
scribed in greater detail below in conjunction with FIG. 
2. It should be noted that the invention can also be im- 
plemented in systems using a wide variety of other types 
of queue arrangements and queuing techniques. For 
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example, a skill-value queue in accordance with the in- 
vention may be a type of queue other than those shown 
in FIG. lA. 

[0016] The ACD system 101 further includes a call 
vector 1 40. The call vector 1 40 is one type of stored con- 
trol program implemented in system 101. Calls incoming 
to the call center on lines or trunks 100 are assigned by 
call vector 140 to different call queues 121-129 based 
upon the agent skill that they require for proper handling. 
Agents 106-108 who are available for handling calls are 
assigned to agent queues 1 31 -1 39 based upon the skills 
which they possess. An agent may have multiple skills, 
and hence may be assigned to multiple agent queues 
131-139 simultaneously. Such an agent is referred to 
herein as a "multi-skill agent." Furthermore, an agent 
may have different levels of skill expertise (e.g., different 
skill levels in a multi-level scale or primary (P) and sec- 
ondary (S) skills), and hence may be assigned to differ- 
ent agent queues 1 31 -1 39 at different expertise levels. 
Call vectoring is described in greater detail in Definity® 
Communications System Generic 3 Call Vectoring/Ex- 
pert Agent Selection (EAS) Guide. AT&T Publication 
No. 555-230-520, Issue 3, Nov, 1993, which is incorpo- 
rated by reference herein. Skills-based ACD techniques 
are described in greater detail in, for example, U.S. Pat- 
ent No. 5,206:903, which is incorporated by reference 
herein. 

[0017] Another program executing in ACD system 
101 is an agent selector 150. Selector 150 may be im- 
plemented in software stored either in the memory 115 
of system 101 , in a peripheral memory (e.g., a disk, CD- 
ROM, etc.) of system 101 , or in any other type of com- 
puter readable medium associated with system 101, 
and executed by processor 116 or other suitable 
processing hardware associated with the ACD system 
101 . Selector 150 in this exemplary embodiment imple- 
ments conventional techniques for providing an assign- 
ment between available calls and available agents, and 
also implements a skill-value queuing process to be de- 
scribed in greater detail below. The conventional tech- 
niques implemented by selector 1 50 are well known in 
the art and will not be further described herein. The re- 
maining description will focus on the skill-value queuing 
functions of the selector 150. It should be noted that 
these skill-value queuing functions could be implement- 
ed in other elements of the ACD system 101, or using 
a combination of a number of different elements in such 
a system. 

[0018] FIG. 2 is a flow diagram illustrating the opera- 
tion of skill-value queuing in accordance with an exem- 
plary embodiment of the invention. As indicated in step 
200, calls requiring a particular skill, such as technical 
support of various levels, enter the corresponding skill 
queue in the order of their arrival in system 101. This 
queue will be referred to herein as a tech support skill- 
value queue, to indicate the queue supports different pri- 
ority levels of access to tech support skills in accordance 
with the invention, and may be any one of the call 



queues 1 20 of FIG. 1 A. In step 202, each call in the tech 
support skill-value queue is "tagged" with a value indic- 
ative of the priority level assigned to the call. 
[0019] FIG. 3 Illustrates an exemplary set of value 
5 tags assigned to different calls in the tech support skill- 
value queue. The skill-value queue In this example in- 
cludes six positions: with the first position designated as 
the head position. It should be understood that the 
length of the queue in this example is chosen for illus- 
10 tration purposes only, and that the invention can be ap- 
plied to queues of any length. A value tag of "High," 
"f^id" or "Low" is assigned to the call in each of the six 
positions In the skill-value queue. For example, the call 
in the head position in the queue has a value tag of "Low. 
'5 " indicating that the call requires only low priority access 
to the tech support skill, while the call in the third position 
has a value tag of "High," indicating that thecal! requires 
high prbrity access to the tech support skill. 
[0020] In step 204 of FIG. 2. an advantage adjustment 
20 is applied to the calls in the technical support skill-value 
queue. This adjustment, which may be in the form of 
time added to the current wait time of a call, creates an 
advantage for a higher value caller over a lower value 
caller ahead of it in the queue. As will be shown below, 
this enables calls which are not in the head position in 
the queue to be considered for service before the call In 
the head position. Conventional systems, as previously 
described, generally only consider the call In the head 
position of a given queue, thereby forming a call selec- 
tion consideration pool automatically using the calls at 
the heads of the queues an available agent serves, or 
alternatively assign an absolute higher priority to certain 
calls. FIG. 4 illustrates one possible technique for imple- 
menting the advantage adjustment of step 204. In this 
technique, an advantage adjustment of +20 seconds is 
applied to high value calls in the tech support queue, i. 
e., calls with a value tag of "High." Similarly, advantage 
adjustments of +^0 and 0 seconds are applied to mid 
value and low value calls, respectively, in the tech sup- 
port queue. It should be noted that step 204 in FIG. 2 
may occur before steps 200 and 202, and the order of 
steps 200 and 202 could be reversed. Other alternative 
implementations of these steps are also possible. 
[0021] The skill-value queuing process continues with 
step 206. In this step, the first occurrences of high, mid 
and low value calls in the queue are identified, checking 
from the head position of the queue and working back. 
The head position call is always identified, while the sub- 
sequent calls are identified only when of higher value 
than calls ahead of them in the queue. For example, in 
the tech support queue of FIG. 3, the calls in the head 
position, the second position and the third position will 
be identified as the first occurrence of the low, mid and 
high value calls, respectively, in that queue. A call which 
is "identified" in step 206 is thus a call which Is identified 
as being a possible candidate for Inclusion in a call se- 
lection consideration pool from which the next call for a 
multi-skilled agent will be selected. The following com- 
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binations of identified calls are possible for the three-tier 
embodiment with high, mid and low values: (1 ) high val- 
ue only; (2) nnid value followed in queue by high value; 
(3) mid value only; (4) low value followed by mid value; 
(5) low value followed by mid value followed by high val- 
ue (FIG. 3 example); (6) low value only; and (7) low val- 
ue followed by high value. 

[0022] In step 208, an adjusted wait time is computed 
for each of the calls identified in step 206. This adjusted 
wait time nriay be computed by summing the actual wait 
time for the call with the advantage adjustment deter- 
mined in step 204 for that call. Alternatively instead of 
using the actual wait time. i.e. . the time already elapsed, 
the adjusted wait time computation may use a predicted 
wait time which includes an actual wait time plus a 
weighted advance time for the skill. Additional details 
regarding predicted call wait times can be found in, for 
example, EP-A-0863650 and EP-A-0940965. 
[0023] It should be noted that if the head position call 
is a call of high value, there is no need to compute the 
adjusted wait times, since the combination of the high 
value and the head position will ensure that the high val- 
ue call is processed first. Referring again to the example 
of FIG. 3, adjusted wait times will be computed for each 
of the first three calls. The identified calls from step 206. 
each of which has its adjusted wait time computed in 
step 208, are then further processed to determine which 
will actually move into the call selection consideration 
pool. For example, as shown in Step 210. the call with 
the highest adjusted wait lime of all the identified calls 
may be moved into the call selection consideration pool 
for the multi-skilled agent, when that agent becomes 
available, the skills which the agent has are known, and 
a check of the queues can then be made to determine 
if there are queued calls for those skills. In the illustrative 
embodiment, a single call from each skill value queue 
is selected for the call selection consideration pool for 
the agent. This pool may be implemented in the agent 
~ selector 1 50 or any other suitable element of ACD sys- 
tem 101. Conventional call selection techniques, e.g., 
oldest call waiting, predicted wait time, etc., may then 
be applied to select a single call from the pool. These 
conventional call selection techniques could be en- 
hanced to consider also the adjusted wait time in select- 
ing a particular skill to serve. The skill-value queuing 
process of Fl G. 2 thus permits a higher value call further 
back in a queue to be serviced before another call in the 
head position of the queue. Advantageously, this is ac- 
complished without maintaining separate queues for 
each of the required skill levels. 
[0024] FIGS. 5A-5D illustrate examples of the above- 
described skill-value queuing for different arrangements 
of calls in the tech support skill-value queue. In each of 
the examples, calls are identified as described in step 
206 of FIG. 2, adjusted wait times are computed for the 
identified calls as in step 208, and the identified call with 
the highest adjusted wait time is moved into the call se- 
lection consideration pool as in step 210. The advantage 



adjustments of FIG. 4 are used in these examples. FIG. 
5A illustrates a case in which the head position call is a 
high value call. i.e.. has a value tag of "High." In this 
case, only the high value call is identified in step 206, 

5 and this call will be moved into the call selection consid- 
eration pool in step 210, as shown in FIG. 5A. Although 
it is not necessary to compute an adjusted wait time for 
the call in this case, FIG. 5A shows an example of such 
a calculation based on an actual wait time of 27 seconds 

'0 and an advantage adjustment of +20, which yields an 
adjusted wait tinne of 47 seconds. As noted previously 
this embodiment of the invention is configured such that 
the advantage adjustment of a mid value or low value 
call located behind a high value call in the head position 

^5 cannot create a selectbn advantage over the head po- 
sition high value queue. 

[0025] FIG. 5B illustrates a case in which the head po- 
sition call is a mid value call. In this case, the head po- 
sition mid value call and the first high value call behind 

^0 the head position call (i.e., the call in the fourth position 
in the queue) are identified in step 206 of the FIG. 2 proc- 
ess. The other mid value calls between the head posi- 
tion call and the first high value call need not be consid- 
ered, since calls arrived in the queue in the order in 

25 which they were received, and their advantage adjust- 
ments will be equal and hence of no effect. An adjusted 
wait time is computed for the head position mid value 
call as the actual wait time (27 seconds) plus the advan- 
tage adjustment (+10 seconds) to yield an adjusted wait 

30 time of 37 seconds. As noted above, alternative embod- 
iments may use predicted wait times or other suitable 
quantities to compute an adjusted wait time. The adjust- 
ed wait time computed for the high value call in the fourth 
position is 35 seconds. Since the head positbn mid val- 

35 ue call has the highest adjusted wait time, it is selected 
for the call selection consideration pool. It can be seen 
that if the difference in actual wait time between the head 
position mid value call and the fourth position high value 
call were less than 10 seconds, the high value call would 

40 have been moved to the call selection consideration 
pool of the multi-skilled agent. 
[0026] FIG. 50 illustrates a case in which the head 
position call is a low value call, and is followed by a mid 
value and a high value call. In this case, the head posi- 

45 lion low value call and the first mid and high value calls 
behind the head position call (i.e. . the calls in the second 
and fourth positions in the queue) are identified in step 
206 of the FIG. 2 process. An adjusted wail time is com- 
puted for the head position low value call as the actual 

50 wait time (27 seconds) plus the advantage adjustment 
(+0 seconds) to yield an adjusted wait time of 27 sec- 
onds. The adjusted wait times computed for the mid val- 
ue call in the second position and the high value call in 
the fourth position are 34 seconds and 35 seconds, re- 

55 spectively. Since the high value call in the fourth position 
has the highest adjusted wait time, it is selected for the 
call selection consideration pool. The advantage adjust- 
ment for the high value call was sufficient to cause it to 
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be selected over the low value call in the head position 
and the nnid value call in the second position. 
[0027] FIG. 5D illustrates a case in which the head 
position call is a low value call, and is followed by a high 
value call, with no internnediate positioned mid value 
call. In this case, the head position low value call and 
the first high value call behind the head position call (i. 
e., the call in the fourth position in the queue) are iden- 
tified in step 206 of the FIG. 2 process. Given that the 
calls enter the queue in order of arrival, any nnid value 
call which is behind a high value call in the queue (e.g., 
the mid value call in position six) need not be consid- 
ered, since its advantage adjustment will not create a 
selection advantage over the high value caller. The ad- 
justed wait times for the head position low value call and 
the first high value call are again 27 seconds and 35 
seconds, respectively, and as a result the high value call 
in the fourth position is selected for the call selection 
consideration pool. 

[0028] The above-described embodiments of the in- 
vention are intended to be illustrative only. In other em- 
bodiments of the invention, a value, e.g., in seconds, 
could be assigned to each incoming call based on the 
level of service the corresponding caller is entitled to. 
Then the resulting queue could be searched, subtract- 
ing the current or predicted wait time for each call from 
the corresponding assigned value for that call. The call 
with the lowest difference, which could be negative, is 
then selected for processing. Another possible option 
would be to search the queue for the first call whose wait 
time is longer than the assigned value. 
[0029] It should be noted that the exemplary configu- 
ration of the call center shown in FIG. 1 A may be altered 
to incorporate a wide variety of different arrangements 
of components to provide the call processing functions 
described herein. For example, although a three-tiered 
implementation is described in conjunction with the il- 
lustrative embodiments, the invention can be imple- 
mented using an n-tiered value scale. For each tier in 
the value scale, an advantage adjustment may be set 
such that the advantage adjustment for the bwest pri- 
ority level of the n values is zero, and the advantage 
adjustment for each of the other n-1 values is greater 
than the advantage adjustment of the next lower value. 
Moreover, as previously noted, the invention can be ap- 
plied to a wide variety of communications, including fax- 
es and e-mails. 

[0030] The advantage adjustment described above 
may be assigned administratively during design of the 
call handling process, or It may be assigned through an 
application such as a computer-telephony integration 
(CTI) application which accesses caller or business 
records to make a determination of skill, priority, and/or 
the time adjustment factor. Other suitable techniques 
could also be used to assign an appropriate advantage 
adjustment. In addition, alternative embodiments of the 
invention may implement the described skill-value 
queuing in one or more call center elements other than 



an agent selector. Furthermore, it should be noted that 
the invention may be implemented in the form of a com- 
puter-readable medium containing software which, 
when executed by a computer or other suitable type of 

5 processor, will cause the processor to implement the 
processing functions described above. For example, the 
BCMS 1 1 0, call vector 1 40, agent selector 1 50 and other 
elements of AGD system 101 may each be implemented 
as one or more software progranns stored in memory 

TO 115 or any other computer readable medium associated 
with the ACD system 101, and executed by processor 
116 or other processing hardware associated with the 
AGD system 101. These and numerous other alterna- 
tive embodiments within the scope of the following 

'5 claims will be apparent to those skilled in the art. 



Claims 

20 1. A method of processing communications in call 
center, the method comprising the steps of: 

placing the communications in a queue associ- 
ated with a skill required to process the com- 
^5 munications; 

assigning one of a plurality of different values 
to each of at least a subset of the communica- 
tions in the queue, wherein each of the values 
30 corresponds to a priority level for access to the 

skill; and 

selecting a given communbation from the 
queue as a function of the assigned values and 
35 wait times of the communications in the queue. 

2. The method of claim 1 wherein the step of selecting 
a given communication from the queue as a func- 
tion of the assigned values and wait times further 

40 includes the steps of: 

identifying communications in the queue which 
are candidates for out-of-order selection; 

45 computing an adjusted wait time for each of the 

identified communications; and 

selecting a communication based on the com- 
puted adjusted wait times. 

so 

3. The method of claim 2 further including the step of 
associating an advantage adjustment with each of 
the plurality of different values. 

55 4. The method of claim 3 wherein the computing step 
includes computing the adjusted wait time for each 
of the identified communications as a function of the 
wait time for that communication and the advantage 
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adjustment tor its corresponding value. 

5. The method of claim 3 wherein the computing step 
includes computing the adjusted wait time for each 

of the identified communications as a function of the s 
wait time for that communication, an advance time 
for the skill, and the advantage adjustment for its 
corresponding value. 

6. The method of claim 3 wherein the there are ndif- io 
terent values each corresponding to one of n differ- 
ent priority levels for access to the skill, and further 
wherein the advantage adjustment for each of the 

n-^ highest priority values is greater than the ad- 
vantage adjustment of the next lower priority value. '5 

7. The method of claim 2 wherein the step of identify- 
ing communications in the queue which are candi- 
dates for out-of-order selection further includes the 
step of identifying the first occurrence in the queue 
of communications corresponding to each of the 
values, starting from a head position in the queue. 

8. The method of claim 2 wherein the step of identify- 
ing communications in the queue which are candi- 2S 
dates for out-of-order selection further includes the 
step of automatically identifying a communication in 

a head positbn in the queue as one of the candi- 
dates. 

30 

9. The method of claim 2 wherein the step of identify- 
ing communications In the queue which are candi- 
dates for out-of-order selection further includes the 
step of identifying a communication which is not in 

- a head position in the queue as one ofthe candi- 3S 
dates only if its corresponding value is greater than 
that of communications ahead of it in the queue. 

~ 10. The method of any of the preceding claims further 

including the step of placing the selected commu- 40 
nication into a call selection consideration pool for 
an agent. 

11. An apparatus lor processing communications in a 
call center, the apparatus comprising means ar- 45 
ranged to carry out a method as claimed in any of 

the preceding claims. 

12. A computer-readable medium containing software 
which, when executed in a processor, causes the so 

. processor to perform a method as claimed in any of 
claims 1 to 10. 
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